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The IT Strategic Plan, The Information Revolution: Planning for Institutional Change, 
proposed a number of recommendations to improve management, customer 
responsiveness, and accountability for the IT arena at NPS.  A periodic customer 
satisfaction survey was included as one of those recommendations.  
 
The purpose of the survey was to ask the NPS community to assess IT and 
communication services, and to provide information about the importance of IT and 
related services to academic and administrative work.  The results will be used to 
evaluate services and modify existing priorities as needed, and the survey will serve as a 
benchmark with which future customer evaluations can be compared.  Since the 
development of the IT Strategic Plan, the ITACS organization has moved to embrace a 
culture of customer service specifically targeted to the academic enterprise.  Feedback 
from customers is an indelible part of this commitment. 
 
The Technology Assistance Center (formerly the Help Desk) has evaluation forms that 
customers can submit on an ongoing basis.  In addition, the ITACS intranet site has a 
mechanism that permits customers to submit suggestions and comments.  However, a 
periodic university-wide survey of the NPS community is important for a comprehensive 
assessment of the entire complement of ITACS services.  This survey invited and 
encouraged maximum participation from all IT users at NPS -- students, faculty, staff, 
and contractors.   
 
The Office of Institutional Research was asked to develop the research design for the 






After reviewing survey instruments used by IT departments at other universities, a web-
based questionnaire was developed.  This instrument, based largely on the annual 
customer satisfaction survey used by Indiana University’s IT department for more than 
20 years, was reviewed by the IT Task Force, the university-wide committee that advises 
ITACS on policy and technology planning issues.   
 
The questionnaire was lengthy, including 26 different general topics with several areas 
requiring up to 10 individual items. A copy of the questionnaire is included in Appendix 
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The target population for the survey includes 3,182 ITACS customers.  1,410 individuals 
completed surveys, comprising a 44 percent response rate.  Of those responding, 253 
were faculty, 349 were staff, 749 were students, and 51 were contractors.   
 
Each customer was sent an e-mail message explaining the purpose and importance of the 
survey, asking for their participation.  Each e-mail message included a personal password 
that was required to gain entry to the survey.  This procedure ensured that only NPS 
ITACS users participated, and that only one entry per customer was permitted.  All 
invitations included instructions for correct completion of the survey and a note to place 
optional comments at the end of the survey. 
 
In an effort to increase participation, the provost, academic deans, chairs, and directors 
were also urged to encourage their constituencies to participate in the survey.  
Communication from administrators conveyed the importance of the survey to the 
university as a whole. 
 
The survey was launched on 7 June 2004 and closed on 30 July 2004.   
 
For the purposes of this report, summary findings will be discussed.  A copy of the 
frequency distribution for all items is included in Appendix 2.  Additional questions can 
be addressed to Debra Cole, Research Analyst, Office of Institutional Research 
(dcole@nps.edu – 656-3985). 
 
 
Correlation of respondents to NPS population 
 
According to the 2003 Fact Book, approximately 18 percent of the NPS population is 
comprised of faculty members, 54 percent are students, and 28 percent are staff.  Survey 
respondents showed a similar distribution with 18 percent faculty, 53 percent students, 





“Thanks for working with the feedback to constantly improve services.” 
- Anonymous customer comment 
(Response to survey question #26 -Any additional comments?) 
 
Results are reported for each of the items included on the questionnaire.  More detailed 
analyses are available by constituent group.  Evaluations were most often requested using 
a five-point scale with 1 meaning “not at all satisfied” and 5 meaning “very satisfied.”  In 
the following section, numeric ratings of 4 and 5 are used to report satisfaction and 
numeric ratings of 1 and 2 are used to report dissatisfaction.  Generally, the numeric 
rating of 3 indicates mixed results and is not used for the purposes of this summary 
report.  Respondents were also given the option of saying “cannot evaluate” or “never 
heard of service.”  For the purposes of this report, summaries of responses for people 
who used ITACS services were used.  Frequency distributions for the other items are 
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reported in Appendix B, Questionnaire Item Frequency Distributions.  All percentages 




A number of questions were asked for general evaluations of IT customer expertise, 
frequency of IT use, importance of IT, and ITACS services.   
 
Question 2 asked for an overall assessment of the importance to NPS of ITACS systems 
and services to work or study.  95.3 percent of the respondents rated this item as 
“important” or “very important.”  Another item asked for the level of agreement to the 
following statement, “The information technology environment is an important factor in 
my success at NPS.”  92.3 percent agreed or strongly agreed with this statement.  Only 
1.3 percent of those answering this question disagreed. 
 
Overall, how important are NPS ITACS systems and services to your work or study?  
Not at All 
Important 
   Very Important Total 
4 10 50 175 1126 1365
0.3% 0.7% 3.7% 12.8% 82.5% 100%
 
 
Please state your level of agreement with the following statement: The information technology 
environment is an important factor in my success at NPS.  
Strongly 
Disagree 
   Strongly Agree Total 
8 9 85 315 902 1319
0.6% 0.7% 6.4% 23.9% 68.4% 100%
 
 
Respondents were asked to self-report time devoted to weekly computer use, in order to 
get a sense of how much our NPS community uses computing and information 
technology (question 3).  Sixty-five percent of the respondents reported 21 or more hours 
per week spent using computers.  With regard to customer computer expertise, question 4 
asked for a self-evaluation -- nearly half of those responding rated themselves as very 
skilled or expert. 
 
On a weekly basis, approximately how many hours do you use a computer?  
0 – 1 Hours 2 – 10 Hours  11 – 20 Hours 21 – 40 Hours 41+ Hours Total 
4 105 382 648 263 1402





How would you rate your computer expertise?  
Novice    Expert Total 
19 103 594 513 170 1399
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1.4% 7.4% 42.5% 36.7% 12.2% 100%
 
Respondents were asked for an overall assessment of the NPS computing environment 
(question 1).  77.4 percent were satisfied or very satisfied with the computing 
environment supported by ITACS.   A later item asked for overall satisfaction with 
ITACS services (including telecommunications, computing, and computer networking) 
over the past year (question 24).  75.8 percent reported satisfaction and 6.6 percent 
reported dissatisfaction. 
 
Overall, how satisfied are you with the computing environment offered by Naval Postgraduate School 
Information Technology and Communications Services (NPS ITACS) during the past year?   (Includes 
public computing facilities, electronic mail, research computers, library online catalog, computer 
network, World Wide Web). 
Not at All 
Satisfied 
   Very Satisfied Total 
21 72 216 558 498 1365
1.5% 5.3% 15.8% 40.9% 36.5% 100%
    
Overall, how satisfied are you with the Information Technology and Communications Services (including 
telecom, computing and computer networking) offered by ITACS during the past year?  
 
Not at All 
Satisfied 
   Very Satisfied Total 
18 67 226 575 398 1284
1.4% 5.2% 17.6% 44.8% 31.0% 100%
 
Another item (question 9) asked for satisfaction with IT customer services.  For this item, 
72.5 percent reported being satisfied or very satisfied.  Another item (question 10) asked 
for assessment of service to academic departments specifically.  Of those responding, 65 
percent were satisfied or very satisfied.  16.1 percent were dissatisfied (Exhibit 1). 
 
In general, how satisfied are you with the IT customer services?  (Help Desk, consulting assistance, 
licensed software availability, communications and publications) 
Not at All 
Satisfied 
   Very Satisfied Total 
42 82 230 501 431 1286
3.3% 6.4% 17.9% 39.0% 33.5% 100%
 
 
ITACS provides a wide range of support and services directly to academic departments (equipment 
purchase, hardware and software installation, troubleshooting and repair).  Please indicate your 
satisfaction by circling the appropriate response. 
Not at All 
Satisfied 
   Very Satisfied Total 
45 72 137 278 194 726
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With regard to communication of IT matters, one item dealt with the promulgation of IT 
plans and policies (question 13).  Fifty-three percent of those noting an assessment for 
this item were satisfied and nearly 16 percent were not.  However, 634 individuals did 
not evaluate this item at all and said either that they cannot evaluate the item or have 
never heard of the service.  Clearly, this indicates a need for more frequent 
communication and different types of modalities (e.g. meetings, presentations, 
newsletters, etc.).  Perhaps this also highlights a need for different types of 
communications for various constituencies. 
 
How satisfied are you with the promulgation of IT plans and policies?  (TechNews, IT Strategic Plan, 
policies) 
Not at All 
Satisfied 
   Very Satisfied Total 
33 91 240 282 134 780
4.2% 11.7% 30.8% 36.2% 17.2% 100%
 
Communication about IT problems such as virus attacks, maintenance schedules, etc. was 
rated as satisfactory by 76.6 percent of the respondents.  Only 6.7 percent were 
dissatisfied with this area.  Responsiveness of IT staff (question 16) was rated satisfactory 
by 72.2 percent of the respondents rating this item.  Eleven percent of those surveyed 
were not satisfied.  Ability to identify and solve customer problems was rated as 
satisfactory by 68.9 percent, with 12.8 not satisfied.  ITACS staff courtesy was rated as 
satisfactory by 87 percent and only 3.7 percent of users responding were not satisfied. 
 
How satisfied are you with the promulgation of news about IT problems?  (Virus attacks, maintenance 
schedules, downtime for updates, other service interruptions)  
Not at All 
Satisfied 
   Very Satisfied Total 
20 65 213 522 453 1273
1.6% 5.1% 16.7% 41.0% 35.6% 100%
 
How satisfied are you with the responsiveness of the IT staff?  
Not at All 
Satisfied 
   Very Satisfied Total 
46 90 208 451 442 1237
3.7% 7.3% 16.8% 36.5% 35.7% 100%
 
How satisfied are you with the overall ability of the IT staff to identify and solve your problems?  
Not at All 
Satisfied 
   Very Satisfied Total 
53 99 219 439 382 1192




How satisfied are you with the courtesy of the IT staff?  
Not at All 
Satisfied 
   Very Satisfied Total 
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15 32 118 421 680 1266
1.2% 2.5% 9.3% 33.3% 53.7% 100%
 
 
In terms of ITACS support of research activities, 79.4 percent were satisfied and 7.8 
percent were dissatisfied.  Concerning support of the educational experience, 82 percent 
were satisfied and 4.6 percent were unsatisfied. 
 
How helpful has the information technology environment at NPS been in your research activities?  
Not at All 
Satisfied 
   Very Satisfied Total 
25 44 114 345 360 888
2.8% 5.0% 12.8% 38.9% 40.5% 100%
 
How helpful has the information technology environment been in your learning experience at NPS?  
Not at All 
Satisfied 
   Very Satisfied Total 
14 34 138 416 432 1034
1.4% 3.3% 13.3% 40.2% 41.8% 100%
 
 
Assessment of instructional technology environment and services 
 
Classroom facilities were rated as satisfactory by 54 percent of the respondents, a slight 
majority.  Nineteen percent were dissatisfied.  With regard to computer facilities and 
services designed specifically to support instruction, the questionnaire included 8 items.  
Those results are summarized below.  
 
Briefly, hardware was rated as satisfactory by 68.8 percent of respondents; software was 
rated satisfactory by 75.5 percent.  Knowledge and ability of computing lab staff was 
rated satisfactory by 72.3 percent and courtesy and helpfulness of computing lab staff 
was rated satisfactory by 78.2 percent of the respondents.  Overall student computing 
support was assessed as satisfactory by 72.5 percent.  The language lab facilities were 
rated as satisfactory by 81 percent of the respondents.  Web-based learning was rated 
satisfactory by 71.5 percent.  Projection and computer-equipped classrooms were rated 
satisfactory by 65.3 percent of respondents. 
 
Classroom facilities vary from building to building and room to room.  Overall, how satisfied are you with 
your classroom facilities (e.g. in terms of lighting, acoustics, furnishing, and aesthetics)? 
 
Not at All 
Satisfied 
   Very Satisfied Total 
56 148 289 388 193 1074
5.2% 13.8% 26.9% 36.1% 18.0% 100%
 
 
ITACS maintains a number of computer facilities and services designed specifically to support 
instruction.  Please indicate your satisfaction with the following by circling the appropriate response. 
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 Not at All 
Satisfied 






printers, etc.) 44 70 209 423 290 1036
 4.2% 6.8% 20.2% 40.8% 28.0% 100%
Software  24 56 177 471 323 1051




administrators  28 43 135 288 249 743




administrators  23 26 120 307 299 775
 3.0% 3.4% 15.5% 39.6% 38.6% 100%
Overall student 
computing 
support 23 45 168 384 238 
 
858  
 2.7% 5.2% 19.6% 44.8% 27.7% 100%
Audio-based 
learning facilities 
(language lab) 2 5 30 79 79 195
 1.0% 2.6% 15.4% 40.5% 40.5% 100%
Web-based 
learning 
environment 9 24 117 234 142 526




classroom 31 98 200 395 223 947








Assessment of network services 
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Generally, network services were evaluated positively.   78.7 percent of the respondents 
rated this area as satisfactory and 5.4 percent said they were unsatisfactory (question 19).  
10 specific items were included under this general category.   
 
Overall, how satisfied are you with the network services available at NPS?   
Not at All 
Satisfied 
   Very Satisfied Total 
12 59 207 574 452 1304
0.9% 4.5% 15.9% 44.0% 34.7% 100%
 
 
NPS network services provide campus networking, dial-in modem, data activations, and repair 
services.  If you use such facilities and services, please indicate your overall satisfaction by circling the 
appropriate response. 
 Not at All 
Satisfied 




services 30 67 149 307 240 793





connection  15 52 168 470 365 1070
 1.4% 4.9% 15.7% 43.9% 34.1% 100%
Speed of office 
or laboratory 
direct network 
connection  30 70 204 446 374 1124
 2.7% 6.2% 18.1% 39.7% 33.3% 100%
Internet and Web 
(WWW) access  14 48 208 535 479 1284
 1.1% 3.7% 16.2% 41.7% 37.3% 100%
Data jack 
activations 8 26 88 171 164 457
 1.8% 5.7% 19.3% 37.4% 35.9% 100%
Status of network 22 86 230 479 329 1146
 1.9% 7.5% 20.1% 41.8% 28.7% 100%
Reliability of the 
network 16 57 239 561 350 1223
 1.3% 4.7% 19.5% 45.9% 28.6% 100%
Wireless network 
connections 34 68 125 190 134 551
 6.2% 12.3% 22.7% 34.5% 24.3% 100%
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69 percent of the respondents said they were quite satisfied or very satisfied with dial-in 
modem services and 12.2 percent were not.  Slightly more (78 percent) were satisfied 
with office or laboratory network access reliability (6.3 percent dissatisfied).  73 percent 
were satisfied with office or laboratory network connection speed while 8.9 percent were 
dissatisfied.  79 percent of respondents were satisfied with internet and web access while 
4.8 percent were not.  73.3 percent were satisfied with data jack activations, and 7.4 
percent were not.  70.5 percent were satisfied with information about network status and 
9.4 percent were not.  74.5 percent reported satisfaction with network reliability and 6 
percent noted dissatisfaction.  In the lowest approval ratings of this section, 58.8 percent 
of respondents reported satisfaction with wireless network connections and 18.5 percent 
observed dissatisfaction. 
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Access to NPS computing systems 
One section of the survey (question 23) asked for satisfaction with access to NPS 
computing systems.  Of those responding, 62.9 percent were satisfied with dial-in 
commercial ISP services.  82.6 percent were satisfied with direct office or laboratory 
connections.  76.6 percent were satisfied with DSL access, and 74.6 percent were 
satisfied with cable model services from local cable television companies. 
 
If you access NPS computing systems, please indicate your satisfaction with the services you use by 
circling the appropriate response. 
 Not at All 
Satisfied 












etc.) 37 62 151 248 175 673
 5.5% 9.2% 22.4% 36.8% 26.0% 100%
Direct network 
connection from 
office or lab 7 29 144 416 441 1037









Verizon, etc.)  15 20 89 214 192 530








ComCast)  16 13 53 125 116 323
 5.0% 4.0% 16.4% 38.7% 35.9% 100%
Other 1 5 26 47 42 121
 0.8% 4.1% 21.5% 38.8% 34.7% 100%
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Assessment of Exchange/Outlook electronic mail system 
 
A series of eight questions were asked about the assessment of the Exchange/Outlook 
electronic mail system (Questions 14a-14h); results are summarized below.  79.8 percent 
of the respondents were satisfied with Microsoft Exchange/Outlook and 78 percent were 
satisfied with Outlook Web Access (OWA).  85.1 percent were satisfied with virus 
protection.  82.1 percent were satisfied with mailbox size limits, but satisfaction dropped 
to 69.2 percent when assessing official bulk mail propagation.  Only 9.9 percent were 
dissatisfied with bulk mail.  71.4 percent were satisfied with the availability of electronic 
information concerning e-mail, while 69 percent were satisfied with spam filtering.  17 
percent of the 1264 people answering this question were dissatisfied with spam filtering 
services.  Overall support of e-mail was rated satisfactory by 81.5 percent of the 
respondents. 
 
ITACS supports the Exchange/Outlook electronic mail system to send messages (e-mail and attachments) 
both on campus and worldwide.  Please indicate your overall satisfaction by circling the appropriate 
response. 
 
 Not at All 
Satisfied 





Outlook  32 49 191 515 559 1346
 2.4% 3.6% 14.2% 38.3% 41.5% 100%
Outlook Web 
Access   28 55 187 483 472 1225
 2.3% 4.5% 15.3% 39.4% 38.5% 100%
Virus protection  17 30 148 460 656 1311
 1.3% 2.3% 11.3% 35.1% 50.0% 100%
Mailbox size 
limits  51 43 137 454 609 1294
 3.9% 3.3% 10.6% 35.1% 47.1% 100%
Official bulk 
mail propagation 35 95 275 493 417 1315





mail 18 63 244 434 378 1137
 1.6% 5.5% 21.5% 38.2% 33.2% 100%
Spam filtering 105 113 173 391 482 1264
 8.3% 8.9% 13.7% 30.9% 38.1% 100%
Overall support 
of e-mail  18 31 201 566 532 1348
 1.3% 2.3% 14.9% 42.0% 39.5% 100%
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Assessment of network-based information services and tools 
 
Network-based information services and tools were emphasized in a series of 10 items 
that comprised question 5 on the questionnaire.  The results for these items are 
summarized below.   
 
Browsing on the intranet and on the NPS web servers showed satisfaction rates of 
approximately 74 percent with dissatisfaction reported by fewer than 10 percent of those 
answering the question.  However, satisfaction dropped to 61.6 percent when considering 
publishing on NPS web servers.  75.9 percent of the respondents reported satisfaction 
with nps.blackboard.com with fewer than 8 percent dissatisfied. 
 
62 percent were satisfied with the DOSS check-in web page, but 16.5 percent reported 
dissatisfaction.  Of those responding, 70.5 percent were satisfied with Python and 9.4 
percent were dissatisfied.   
 
The Defense Travel System showed only 38.5 percent satisfaction, just slightly larger 
than the dissatisfaction rate of 34.6 percent.  This single item received the lowest 
satisfaction rating and the highest dissatisfaction rating in the survey.    
 
66.9 percent of the respondents reported satisfaction with the Technology Assistance 
Center in responding to questions on network-based information services and tools. 
Nearly 76 percent were satisfied with internet connections, and 74.2 percent were 
satisfied with phone services.   
 
Overall satisfaction with network-based information services and tools was 76.6 percent. 
 
 
NPS ITACS supports access to and use of various network-based information services and tools.  If you 
use such facilities and services, please indicate your overall satisfaction by circling the appropriate 
response.  
 Not at 
All 
Satisfied 




intranet.nps.navy.mil 22 81 259 557 447 1366 
 1.6% 5.9% 19.0% 40.8% 32.7% 100% 
Browsing on NPS Web 
servers 
(www.nps.navy.mil/nps.edu) 19 74 247 556 412 1308 
 1.5% 5.7% 18.9% 42.5% 31.5% 100% 
Publishing on NPS Web 
servers 26 51 119 178 137 511 
 5.1% 10.0% 23.3% 34.8% 26.8% 100% 
Using nps. blackboard.com 17 54 154 390 318 933 
 1.8% 5.8% 16.5% 41.8% 34.1% 100% 
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DOSS Check-in Web page 43 81 161 261 204 750 
 5.7% 10.8% 21.5% 34.8% 27.2% 100% 
Python 22 86 230 479 329 1146 
 1.9% 7.5% 20.1% 41.8% 28.7% 100% 
Travel Manager/Defense 
Travel System (DTS) 103 75 138 132 66 514 
 20.0% 14.6% 26.8% 25.7% 12.8% 100% 
Technology Assistance 
Center (TAC)/Help Desk 62 90 236 394 389 1171 
 5.3% 7.7% 20.2% 33.6% 33.2% 100% 
Internet connections 21 75 230 566 461 1353 
 1.6% 5.5% 17.0% 41.8% 34.1% 100% 
Base  telephone services 15 57 222 448 399 1141 
 1.3% 5.0% 19.5% 39.3% 35.0% 100% 
 
Overall, how satisfied are you with network-based information services?  
Not at All 
Satisfied 
   Very Satisfied Total 
12 46 244 634 353 1289
0.9% 3.6% 18.9% 49.2% 27.4% 100%
 
 
Assessment of ITACS assistance for computer users 
 
Eight items on the questionnaire emphasized the evaluation of assistance for computer 
users (question 8).  Nearly 70 percent of the respondents rated the Technology Assistance 
Center consulting services as satisfactory.  Specialized consulting assistance was rated 
satisfactory by 67.4 percent.   
 
Communications and paper publications concerning computer assistance were rated as 
satisfactory by 59.3 percent of the respondents.  Availability of printed publications 
regarding ITACS was rated as satisfactory by 54.7 percent.  Communications and 
publications via email were rated satisfactory by 67.2 percent.  The availability of 
electronic information concerning ITACS was rated as satisfactory by 61 percent.  
 
Education programs and hands-on computing classes were rated as satisfactory by 62.1 
percent of the respondents.  71.9 percent rated software availability from the ITACS 
Technology Assistance Center as satisfactory. 
 
Overall IT customer services (Technology Assistance Center, consulting assistance, 
software availability, communications and publications) were rated well – 72.5 percent of 









ITACS provides a wide range of assistance for computer users.  Please indicate your satisfaction with the 
following services during the past year by circling the appropriate response. 
 Not at All 
Satisfied 





consulting 58 94 209 413 414 1188
 4.9% 7.9% 17.6% 34.8% 34.8% 100%
Specialized 
consulting 
assistance  43 50 105 203 206 607
 7.1% 8.2% 17.3% 33.4% 33.9% 100%
Communications 
and publications 
on paper  28 44 129 178 115 494





ITACS 40 78 147 185 135 585
 6.8% 13.3% 25.1% 31.6% 23.1% 100%
Communications 
and publications 
via e-mail 28 74 232 393 291 1018





ITACS 36 80 224 336 196 872





classes 28 37 124 177 133 499
 5.6% 7.4% 24.8% 35.5% 26.7% 100%
Software 
availability from 
the ITACS Help 
Desk 34 82 176 362 385 1039
 3.3% 7.9% 16.9% 34.8% 37.1% 100%
                           






The following represent categories of comments made by at least 10 of the survey 
respondents to the open-ended questions on the survey form.   Also included are 
comments that are illustrative of the kinds of observations reported by respondents.  
Although the actual number of comments made was a small fraction of the total number 
of those who took the survey, it is important to include them since they may be examples 
of areas that were not sufficiently covered in the survey form itself. 
 
• Concerns regarding ITACS 
o Support level and availability of services beyond Monday-Friday 
o Response time 
o Centralization vs. decentralization  
o MAC/Apple support needed 
o Wireless support improvements needed 
o Remote access/dial-in issues 
o Classroom/Lab conditions poor (equipment and overall lack of cleanliness) 
 
• Comments noting improvements in ITACS services  
o Staff courtesy 
o Technology Assistance Center/help desk efficiency 
o Quality Microsoft Office classes offered 
o Improved response rates 
o Significant improvements in the past two years 
o Encouragement for staff to keep up the good work under difficult circumstances 
o Many excellent, talented people working for ITACS 
 
• Suggestions that IT needs additional  resources to continue to do well 
o Lab equipment requires new updates 
o Identify IT subject matter experts and reward them for sharing their skills 
o Staff requires advanced training as well as cross-training 
o Additional staff is required to accomplish the growing IT mission 
o Ensure adequate recognition and compensation is given to quality staff to avoid 
the potential loss of them as an asset to NPS 




 “Last year the IT help desk was a failure.  I’ve noticed significant improvements with the new 
help desk.  I would like to see more intelligent people supporting Outlook.” 
 
“I think ITACS should be commended for its strong support and responsive service that it has 
given especially to international students.” 
 
“Very pleasant to work with.  Seems like they may need more funding.” 
 
“Faster computers in classrooms to support more advanced presentations/media.” 
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“ITACS services is well organized and efficien --, without good ITACS service 
studying (at) NPS couldn’t be possible.” 
 
“The variety of staff  have been very professional and courteous.  The requests for connectivity 
have been filled in inconsistent time frames and not always with updates regarding delays.  
However, the level of consistency has greatly improved.” 
 
“There needs to be some serious attention given to the class room environment.” 
 
“Since arriving on board within the past 2 months, I have had nothing but excellent service with 
any computer problems.  Although there are snags here and there, the service is beyond compare 




The NPS Information Technology user community is dependent on the services provided 
by ITACS for completing educational, research and university management tasks. Nearly 
half of the responding customer base indicated high levels of computer expertise, with 
two thirds of those surveyed reporting computer use totaling more than 20 hours per 
week.  NPS has a skilled user base, with high expectations of support.  Finally, an 
overwhelming majority of respondents noted the mission criticality of information 
technology to the success of their education and research work at NPS. 
 
The results of this survey indicate areas which are not meeting the needs of our 
customers.  All dissatisfaction rates of 10 percent or higher need to be investigated 
further to identify specific problems which can be addressed.  In ranked order, these areas 
identified by the survey as needing attention are: 
Defense Travel System    34.6 
Classroom facilities     19.0 
Wireless connections     18.5 
Spam filtering      17.0 
DOSS check-in page     16.5 
Academic support     16.1  
Promulgation of IT plans and policies  15.9 
Specialized consulting assistance   15.3 
Publishing on NPS Web servers   15.0 
Dial-in modem services from low speed ISPs 14.7  
Communications/publications on paper  14.6 
Projection/computer equipped classrooms  13.6 
Electronic information concerning ITACS  13.3 
Technology Assistance Center   13.0 
Education programs, hand-on computing classes 13.0 
Problem identification/solving   12.8  
Dial-in modem services    12.2 
Software availability from TAC   11.2 
Responsiveness     11.0  
Printed information concerning ITACS  10.2 
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The 1410 individuals who completed surveys have indicated a favorable level of 
customer satisfaction in many areas, although even the areas rated highest show room for 
improvement.  The survey results provide an important blueprint for ITACS attention for 
the coming year.   Many of the areas suggested for improvement will require additional 
resources to accomplish and those recommendations will be presented to NPS leadership 
for consideration. 
 
In conclusion, the survey was a useful instrument to quantify customer feedback for 
ITACS prioritization and planning.  It is a formal way to measure satisfaction, gauge 
progress, and provide ongoing input for continuous improvement of the organization.   
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Please fill out each question as completely as possible by circling your choice (or choices) for each 
question.  Most of the questions ask for your level of satisfaction for a given service based on a five-
point scale.  The scale represents a spectrum: 1 signifies that you are not at all satisfied with a service, 
and 5 means you are very satisfied.  If you are not familiar enough with a particular service to make an 
evaluation, please circle 7 for “cannot evaluate” this service.  If you have no knowledge of the service 
in question, please circle 8 for “never heard of service” rather than not answering the question.  There 
is a place for your comments at the end of the survey. 
 
I AM (circle one):    Student Faculty  Staff Other 
 Department:  
 
COMPUTING SERVICES & NETWORKING 
 
1. Overall, how satisfied are you with the computing environment offered by Naval Postgraduate 
School Information Technology and Communications Services (NPS ITACS) during the past year?   
(Includes public computing facilities, electronic mail, research computers, library online catalog, 
computer network, World Wide Web). 
Not at All 
Satisfied 






1 2 3 4 5 7 8 
 
2. Overall, how important are NPS ITACS systems and services to your work or study?  
Not at All 
Important 






1 2 3 4 5 7 8 
 




4. How would you rate your computer expertise?  
Novice    Expert 
1 2 3 4 5 
 
5. NPS ITACS supports access to and use of various network-based information services and tools.  If 
you use such facilities and services, please indicate your overall satisfaction by circling the appropriate 
response.  
 
Not at All 





Browsing intranet.nps.navy.mil 1 2 3 4 5 7 8 
Browsing on NPS Web servers (www.nps.navy.mil/nps.edu) 1 2 3 4 5 7 8 
Publishing on NPS Web servers 1 2 3 4 5 7 8 
Using nps. blackboard.com 1 2 3 4 5 7 8 
DOSS Check-in Web page 1 2 3 4 5 7 8 
Python 1 2 3 4 5 7 8 
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Not at All 





Travel Manager/Defense Travel System (DTS) 1 2 3 4 5 7 8 
Technology Assistance Center (TAC)/Help Desk 1 2 3 4 5 7 8 
Internet connections 1 2 3 4 5 7 8 
Base  telephone services 1  2 3 4 5 7 8 
 
6. Overall, how satisfied are you with network-based information services?  
Not at All 
Satisfied 






1 2 3 4 5 7 8 
 
 
7. NPS network services provide campus networking, dial-in modem, data activations, and repair 
services.  If you use such facilities and services, please indicate your overall satisfaction by circling the 
appropriate response. 
 
Not at All 





Dial-in modem services 1 2 3 4 5 7 8 
Reliability of office or laboratory direct network connection  1 2 3 4 5 7 8 
Speed of office or laboratory direct network connection  1 2 3 4 5 7 8 
Internet and Web (WWW) access  1 2 3 4 5 7 8 
Data jack activations 1 2 3 4 5 7 8 
Status of network 1 2 3 4 5 7 8 
Reliability of the network 1 2 3 4 5 7 8 
Wireless network connections 1 2 3 4 5 7 8 
 
8. ITACS provides a wide range of assistance for computer users.  Please indicate your satisfaction 
with the following services during the past year by circling the appropriate response. 
 
 
Not at All 





ITACS TAC/Help Desk consulting 1 2 3 4 5 7 8 
Specialized consulting assistance  1 2 3 4 5 7 8 
Communications and publications on paper  1 2 3 4 5 7 8 
Availability of printed information concerning ITACS  1 2 3 4 5 7 8 
Communications and publications via e-mail 1 2 3 4 5 7 8 
Availability of electronic information concerning ITACS 1 2 3 4 5 7 8 
Education programs, Hands-on computing classes 1 2 3 4 5 7 8 
Software availability from the ITACS Help Desk 1 2 3 4 5 7 8 
 
  
9. In general, how satisfied are you with the IT customer services?  (Help Desk, consulting assistance, 
licensed software availability, communications and publications) 
Not at All 
Satisfied 
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Not at All 
Satisfied 






1 2 3 4 5 7 8 
 
 
10. ITACS provides a wide range of support and services directly to academic departments (equipment 
purchase, hardware and software installation, troubleshooting and repair).  Please indicate your 
satisfaction by circling the appropriate response. 
Not at All 
Satisfied 






1 2 3 4 5 7 8 
 
11. ITACS maintains a number of computer facilities and services designed specifically to support 
instruction.  Please indicate your satisfaction with the following by circling the appropriate response. 
 
 
Not at All 





Hardware (computers, scanners, printers, etc.) 1 2 3 4 5 7 8 
Software  1 2 3 4 5 7 8 
Knowledge and ability of Computing Lab administrators  1 2 3 4 5 7 8 
Courtesy and helpfulness of Computing Lab administrators  1 2 3 4 5 7 8 
Overall student computing support 1 2 3 4 5 7 8 
Audio-based learning facilities (language lab) 1 2 3 4 5 7 8 
Web-based learning environment 1 2 3 4 5 7 8 
Projection and computer-equipped classroom 1 2 3 4 5 7 8 
 
 
12  Classroom facilities vary from building to building and room to room.  Overall, how satisfied are you 
with your classroom facilities (e.g. in terms of lighting, acoustics, furnishing, and aesthetics)? 
 
Not at All 
Satisfied 






1 2 3 4 5 7 8 
 
 
13. How satisfied are you with the promulgation of IT plans and policies?  (TechNews, IT Strategic 
Plan, policies) 
Not at All 
Satisfied 






1 2 3 4 5 7 8 
 
 
14.  ITACS supports the Exchange/Outlook electronic mail system to send messages (e-mail and 




Not at All 





Microsoft Exchange/Outlook  1 2 3 4 5 7 8 
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Not at All 





Outlook Web Access   1 2 3 4 5 7 8 
Virus protection  1 2 3 4 5 7 8 
Mailbox size limits  1 2 3 4 5 7 8 
Official bulk mail propagation 1 2 3 4 5 7 8 
Availability of electronic information concerning e-mail 1 2 3 4 5 7 8 
Spam filtering 1 2 3 4 5 7 8 
Overall support of e-mail  1 2 3 4 5 7 8 
 
 
15. How satisfied are you with the promulgation of news about IT problems?  (Virus attacks, 
maintenance schedules, downtime for updates, other service interruptions)  
Not at All 
Satisfied 






1 2 3 4 5 7 8 
 
16. How satisfied are you with the responsiveness of the IT staff?  
Not at All 
Satisfied 






1 2 3 4 5 7 8 
 
17. How satisfied are you with the overall ability of the IT staff to identify and solve your problems?  
Not at All 
Satisfied 






1 2 3 4 5 7 8 
 
18. How satisfied are you with the courtesy of the IT staff?  
Not at All 
Satisfied 






1 2 3 4 5 7 8 
 
19. Overall, how satisfied are you with the network services available at NPS?   
Not at  
All Helpful 






1 2 3 4 5 7 8 
 
20. How helpful has the information technology environment at NPS been in your research activities?  
Not at  
All Helpful 






1 2 3 4 5 7 8 
 
21. How helpful has the information technology environment been in your learning experience at NPS?  
Not at  
All Helpful 






1 2 3 4 5 7 8 
   
22. Please state your level of agreement with the following statement: The information technology 
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environment is an important factor in my success at NPS.  
Strongly 
Disagree 






1 2 3 4 5 7 8 
 
23. If you access NPS computing systems, please indicate your satisfaction with the services you use by 
circling the appropriate response. 
 
Not at All 





Dial-in modem services from commercial Internet Service 
Provider (IPS) for lower speed service (e.g. AOL, Earthlink, 
Juno, Yahoo, etc.) 1 2 3 4 5 7 8 
Direct network connection from office or lab 1 2 3 4 5 7 8 
Digital Subscriber Line (DSL) service from an Internet 
Service Provider with high-speed connectivity (e.g. Pac Bell, 
Verizon, etc.)  1 2 3 4 5 7 8 
Cable Modem Service from local cable television service 
producer that offers high-speed connectivity (e.g. ComCast)  1 2 3 4 5 7 8 
Other 1 2 3 4 5 7 8 
 
24. Overall, how satisfied are you with the Information Technology and Communications Services 
(including teleco, computing and computer networking) offered by ITACS during the past year?  
Not at  
All Satisfied 






1 2 3 4 5 7 8 
 
 














26. Are there additional comments you would like to make about Naval Postgraduate School ITACS 



















Thank You for Your Assistance! 
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APPENDIX B: Questionnaire Item Frequency Distributions 
 
 Response values: 
 
Most of the questions asked for level of satisfaction for a given service based on a five-point scale.  
The scale represents a spectrum: 1 signifies that you are not at all satisfied with a service, and 5 means 
you are very satisfied.  A response of 0 means the question was not answered, 7 for “cannot evaluate” 
this service, and an 8 “no knowledge of the service in question” 
 
COMPUTING SERVICES & NETWORKING 
 
1. Overall, how satisfied are you with the computing environment offered by Naval Postgraduate 
School Information Technology and Communications Services (NPS ITACS) during the past year?   
(Includes public computing facilities, electronic mail, research computers, library online catalog, 
computer network, World Wide Web). 
No 
Response 
Not at All 
Satisfied 







0 1 2 3 4 5 7 8 
11 21 72 216 558 498 36 2 
 1.5% 5.3% 15.8% 40.9% 36.5%   
    
2. Overall, how important are NPS ITACS systems and services to your work or study?  
No 
Response 
Not at All 
Important 






0 1 2 3 4 5 7 8 
13 4 10 50 175 1126 26 10 
 0.3% 0.7% 3.7% 12.8% 82.5%   
 
3. On a weekly basis, approximately how many hours do you use a computer?  
No Response 0 – 1 Hours 2 – 10 Hours  11 – 20 Hours 21 – 40 Hours 41+ Hours 
12 4 105 382 648 263 
 0.3% 7.5% 27.2% 46.2% 18.8% 
 
4. How would you rate your computer expertise?  
No 
Response 
Novice    Expert 
0 1 2 3 4 5 
15 19 103 594 513 170 
 1.4% 7.4% 42.5% 36.7% 12.2% 
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5. NPS ITACS supports access to and use of various network-based information services and tools.  If 















 0 1 2 3 4 5 7 8 
Browsing 
intranet.nps.navy.mil 
13 22 81 259 557 447 30 5 
  1.6% 5.9% 19.0% 40.8% 32.7%   
Browsing on NPS Web 
servers 
(www.nps.navy.mil/nps.edu) 
19 19 74 247 556 412 77 10 
  1.5% 5.7% 18.9% 42.5% 31.5%   
Publishing on NPS Web 
servers 
27 26 51 119 178 137 755 121 
  5.1% 10.0% 23.3% 34.8% 26.8%   
Using nps. blackboard.com 17 17 54 154 390 318 384 80 
  1.8% 5.8% 16.5% 41.8% 34.1%   
DOSS Check-in Web page 19 43 81 161 261 204 453 192 
  5.7% 10.8% 21.5% 34.8% 27.2%   
Python 19 22 86 230 479 329 220 29 
  1.9% 7.5% 20.1% 41.8% 28.7%   
Travel Manager/Defense 
Travel System (DTS) 
20 103 75 138 132 66 814 66 
  20.0% 14.6% 26.8% 25.7% 12.8%   
Technology Assistance 
Center (TAC)/Help Desk 
19 62 90 236 394 389 199 25 
  5.3% 7.7% 20.2% 33.6% 33.2%   
Internet connections 14 21 75 230 566 461 44 3 
  1.6% 5.5% 17.0% 41.8% 34.1%   
Base  telephone services 14 15 57 222 448 399 246 13 
  1.3% 5.0% 19.5% 39.3% 35.0%   
 















 32 12 46 244 634 353 66 27 
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  0.9% 3.6% 18.9% 49.2% 27.4%   
 
 
7. NPS network services provide campus networking, dial-in modem, data activations, and repair 















 0 1 2 3 4 5 7 8 
Dial-in modem 
services 
52 30 67 149 307 240 542 27 






47 15 52 168 470 365 273 24 
  1.4% 4.9% 15.7% 43.9% 34.1%   




46 30 70 204 446 374 225 19 
  2.7% 6.2% 18.1% 39.7% 33.3%   
Internet and Web 
(WWW) access  
43 14 48 208 535 479 81 6 
  1.1% 3.7% 16.2% 41.7% 37.3%   
Data jack 
activations 
61 8 26 88 171 164 783 113 
  1.8% 5.7% 19.3% 37.4% 35.9%   
Status of network 19 22 86 230 479 329 220 29 
  1.9% 7.5% 20.1% 41.8% 28.7%   
Reliability of the 
network 
46 16 57 239 561 350 136 9 
  1.3% 4.7% 19.5% 45.9% 28.6%   
Wireless network 
connections 
50 34 68 125 190 134 787 26 
  6.2% 12.3% 22.7% 34.5% 24.3%   
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10. ITACS provides a wide range of assistance for computer users.  Please indicate your satisfaction 


















33 58 94 209 413 414 181 12 




42 43 50 105 203 206 672 93 
  7.1% 8.2% 17.3% 33.4% 33.9%   
Communications 
and publications 
on paper  
46 28 44 129 178 115 745 129 






46 40 78 147 185 135 626 157 




42 28 74 232 393 291 307 47 






49 36 80 224 336 196 416 77 






44 28 37 124 177 133 782 89 
  5.6% 7.4% 24.8% 35.5% 26.7%   
Software 
availability from 
the ITACS Help 
Desk 
43 34 82 176 362 385 292 40 
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  3.3% 7.9% 16.9% 34.8% 37.1%   
 
11. In general, how satisfied are you with the IT customer services?  (Help Desk, consulting assistance, 














 43 42 82 230 501 431 80 5 
  3.3% 6.4% 17.9% 39.0% 33.5%   
 
10. ITACS provides a wide range of support and services directly to academic departments (equipment 
purchase, hardware and software installation, troubleshooting and repair).  Please indicate your 














 43 45 72 137 278 194 616 29 
  6.2% 9.9% 18.9% 38.3% 26.7%   
 
12. ITACS maintains a number of computer facilities and services designed specifically to support 


















printers, etc.) 35 44 70 209 423 290 330 13 
  4.2% 6.8% 20.2% 40.8% 28.0%   
Software  39 24 56 177 471 323 314 10 




administrators  39 28 43 135 288 249 610 22 




administrators  41 23 26 120 307 299 575 23 
  3.0% 3.4% 15.5% 39.6% 38.6%   




support 41 23 45 168 384 238 502 13 
  2.7% 5.2% 19.6% 44.8% 27.7%   
Audio-based 
learning facilities 
(language lab) 47 2 5 30 79 79 1030 142 
  1.0% 2.6% 15.4% 40.5% 40.5%   
Web-based 
learning 
environment 42 9 24 117 234 142 784 62 




classroom 41 31 98 200 395 223 409 17 
  3.3% 10.3% 21.1% 41.7% 23.5%   
 
12  Classroom facilities vary from building to building and room to room.  Overall, how satisfied are you 















 52 56 148 289 388 193 279 9 
  5.2% 13.8% 26.9% 36.1% 18.0%   
 















 46 33 91 240 282 134 477 111 
  4.2% 11.7% 30.8% 36.2% 17.2%   
 
14.  ITACS supports the Exchange/Outlook electronic mail system to send messages (e-mail and 
















 0 1 2 3 4 5 7 8 
Microsoft 28 32 49 191 515 559 39 1 
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Exchange/Outlook  
  2.4% 3.6% 14.2% 38.3% 41.5%   
Outlook Web 
Access   32 28 55 187 483 472 144 13 
  2.3% 4.5% 15.3% 39.4% 38.5%   
Virus protection  29 17 30 148 460 656 71 3 
  1.3% 2.3% 11.3% 35.1% 50.0%   
Mailbox size 
limits  33 51 43 137 454 609 78 9 
  3.9% 3.3% 10.6% 35.1% 47.1%   
Official bulk mail 
propagation 30 35 95 275 493 417 64 5 




concerning e-mail 39 18 63 244 434 378 190 48 
  1.6% 5.5% 21.5% 38.2% 33.2%   
Spam filtering 32 105 113 173 391 482 102 16 
  8.3% 8.9% 13.7% 30.9% 38.1%   
Overall support of 
e-mail  31 18 31 201 566 532 33 2 
  1.3% 2.3% 14.9% 42.0% 39.5%   
 
15. How satisfied are you with the promulgation of news about IT problems?  (Virus attacks, 















 33 20 65 213 522 453 92 16 
  1.6% 5.1% 16.7% 41.0% 35.6%   
 














 28 46 90 208 451 442 147 2 
  3.7% 7.3% 16.8% 36.5% 35.7%   
 
17. How satisfied are you with the overall ability of the IT staff to identify and solve your problems?  















 28 53 99 219 439 382 194  
  4.4% 8.3% 18.4% 36.8% 32.0%   
 














 32 15 32 118 421 680 115 1 
  1.2% 2.5% 9.3% 33.3% 53.7%   
 














 35 12 59 207 574 452 72 3 
  0.9% 4.5% 15.9% 44.0% 34.7%   
 














 39 25 44 114 345 360 479 8 
  2.8% 5.0% 12.8% 38.9% 40.5%   
 














 48 14 34 138 416 432 329 3 
  1.4% 3.3% 13.3% 40.2% 41.8%   
   
22. Please state your level of agreement with the following statement: The information technology 














 38 8 9 85 315 902 56 1 
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  0.6% 0.7% 6.4% 23.9% 68.4%   
 
23. If you access NPS computing systems, please indicate your satisfaction with the services you use by 



















Provider (IPS) for 
lower speed 
service (e.g. AOL, 
Earthlink, Juno, 
Yahoo, etc.) 55 37 62 151 248 175 664 22 
  5.5% 9.2% 22.4% 36.8% 26.0%   
Direct network 
connection from 
office or lab 57 7 29 144 416 441 309 11 
  0.7% 2.8% 13.9% 40.1% 42.5%   
Digital Subscriber 
Line (DSL) 





Pac Bell, Verizon, 
etc.)  58 15 20 89 214 192 799 27 
  2.8% 3.8% 16.8% 40.4% 36.2%   
Cable Modem 





(e.g. ComCast)  72 16 13 53 125 116 991 28 
  5.0% 4.0% 16.4% 38.7% 35.9%   
Other 206 1 5 26 47 42 1045 42 
  0.8% 4.1% 21.5% 38.8% 34.7%   
 
24. Overall, how satisfied are you with the Information Technology and Communications Services 
















 36 18 67 226 575 398 85 9 
  1.4% 5.2% 17.6% 44.8% 31.0%   
 
 
